























































































































































































































































































































































































































































































































































































































































Mapping emotions during project through drawing. Signe. Detail from her conclusion zine. 2016
Framing the problem. 
Shaika. 2016
Solving the problem. 
Tritra. 2016
Prototyping the solution. 
Jeff. 2016
Reflecting on emotion. 
Signe. 2016
Figure	5:		Mapping	Emotions			
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•	Using	form	of	zine	as	metaphor	(a	house,	for	example)	
•	Brainstorming	around	a	theme	
•	Storytelling—use	as	communication	tool	
•	Focus	of	each	member	of	a	team	
•	What	is	going	on	with	yourself	
•	Connect	disconnected	elements	
•	The	juxtapositions	of	the	format	work	really	well	
•	Nice	method	to	mix	it	up	
•	Embrace	the	uncertainty	
		
These	can	be	grouped	into	three	categories:	
		
A	way	to	progress	the	project	iteratively.	This	is	done	by	applying	the	format	to	map	the	project	ahead;	
use	it	as	metaphor;	brainstorm	ideas	around	one	theme	on	the	format;	and	create	a	narrative	through	it	
that	operates	as	a	communication	tool.	
		
A	way	to	reflect	subjectively	on	own	engagement	with	the	process/project/team	working.	Each	zine	
can	focus	on	various	members	of	a	team	to	identify	their	position	and	contribution	to	developing	
project.	It	can	serve	as	a	self-reflection	tool;	“what	is	going	on	with	yourself”	
		
As	a	contained	way	to	address	complexity	and	ambiguity	in	solving	a	problem.	It	can	map	and	record	
uncertainties	within	the	process	and	how	emotion	plays	a	role	in	decision-making.	It	can	help	find	
relationships	out	of	random	placements	and	connect	elements	previously	disconnected.	
		
The	students	generally	commented	that	the	juxtapositions	of	the	format	work	really	well	to	mix	things	
up	at	key	points	of	the	process	and	help	the	designer	embrace	uncertainty	at	key	stages	of	a	process.	
		
This	was	the	feedback	emailed	to	the	researcher	by	one	of	the	session	participants	(Anupa):	
“Our	[project]	group	used	the	zine	as	one	of	our	iterative	methods	where	we	created	another	one.	Could	
understand	the	process	better.	
		
1.	A	great	iterative	method	which	helps	link	unrelated	ideas.		
2.	The	formation	of	multiple	ideas	at	one	session	helps	you	time	manage	better.	
3.	The	themes	that	are	generated,	are	either	strong	or	weak,	so	it	helps	the	individual	or	group	to	deliberate,	
articulate	and	generate	constructively.	
4.	Multiple	zines	can	be	used	at	the	project	and	session,	either	with	similar	themes	or	unrelated.	The	
inferences	lead	to	better	insights.	Helps	in	Co	creation.	
5.	I	feel	the	zine	methodology	is	similar	to	the	agile	method	-	the	process	of	creation	to	execution	to	insight	
building	to	revisiting.”	
		
Two	participants	used	the	zine	format	to	document	their	emotional	state	during	the	project,	and	used	it	
as	well	to	map	the	emotional	state	of	those	they	interviewed	as	part	of	their	work	on	the	project.	This	is	
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a	key	application	of	the	method,	as	there	are	so	few	opportunities	to	properly	account	for	emotion	in	
project	development	and	evaluation.	
	
5.	Conclusions	and	discussion	
	
	
	
The	three	methods	engage	with	complexity,	drawing	on	emotion	and	subjectivity	to	foment	student	
involvement	with	a	process	and	actively	engage	creativity	for	service	design	pedagogy.	
	
The	researchers	designed	this	pedagogy	to	bring	design	skills	and	knowledge	to	the	foreground	as	
integral	components	of	learning	and	experimenting;	enhanced	student	engagement	through	innovative	
teaching	methods;	and	as	demonstrated	in	the	feedback	sessions,	provided	a	richer	learning	experience	
so	as	to	generate	a	deeper	understanding	of	problem	area	and	solution	for	the	students	involved	in	the	
sessions.	
	
Figure	6:	All	three	methods	employed	as	a	methodology	for	effective	student	engagement		
and	sustainable	design	generation	
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Our	contribution	is	in	three	key	areas:	addressing	complexity,	addressing	personal	points	of	view	and	
narratives,	and	acknowledging	the	role	of	emotion	in	the	process	of	analysis.	Service	design	projects	are	
complex.	Creative	teaching	facilitates	understanding	through	the	organisation	and	interpretation	of	
project	information	and	encourages	connections	to	emerge	from	the	process. The	key	element	is	to	
break	up	the	brief/initial	info/	text	and	pull	out	information	that	can	help	initiate	the	research	from	an	
informed	baseline	(discover	and	define	phase)	to	the	more	open	and	creative	ideation	of	design	
outcomes	(develop	phase).	Engaging	with	narratives	in	the	process	of	envisioning	design	outcomes	
allows	students	to	easily	empathise	with	stakeholders	and	interpret	the	design	from	their	point	of	view.	
The	zine	construction	foments	exploration	of	the	project	space	in	all	its	facets,	and	also	allows	for	
prototyping	the	solution.	Personal	perspectives	can	be	expressed	via	folds,	cuts,	and	placement	in	three	
dimensional	space.	All	three	methods	can	be	especially	useful	when	there	is	conflict	or	a	project	has	
stalled.	Emotions	are	made	visible	and	can	in	that	way	be	a	part	of	the	analysis	at	key	junctures	in	the	
project.	If	foregrounded	at	the	very	beginning	of	a	project	for	both	stakeholders	and	designers	by	
structuring	interactions	to	account	for	them,	then	their	emergence	throughout	the	project	can	be	better	
managed.	This	is	a	key	finding,	as	the	emotional	dimension	is	often	not	captured	in	the	analysis	process,	
and	yet,	it	is	a	key	component	in	decision-making	(Pässilä	and	Owens	2016;	Gill	2016;	Damasio	2000).		
	
Using	only	one	method	for	evaluation	at	the	completion	of	the	project,	the	zine	method,	worked	to	
reinforce	ideas	through	the	method.	Findings	related	more	to	its	application	and	it	is	believed	by	the	
researchers	that	this	was	a	format	bias.	The	finding	from	this	is	that	in	future	testing	of	various	methods	
with	one	group,	the	researchers	would	make	all	methods	available	for	conclusions	and	evaluation;	in	
this	way	giving	the	participant	control	over	the	way	findings	would	be	organised	and	presented.	This	
could	in	turn	allow	for	hybridising	of	methods	at	the	evaluation	stage,	perhaps	combining	all	three	in	
one	format.	
	
This	initial	research	suggests	that	these	methods	have	a	lot	of	potential	to	fill	specific	gaps	within	Service	
Design	Pedagogy.	The	next	steps	in	this	project	will	be	to	continue	testing	and	refining	these	methods	by	
embedding	them	throughout	project	work	on	an	MA	in	Service	Design,	continue	to	test	applicability	to	
other	projects	within	the	service	design	field	and	continue	to	identify	pedagogical	gaps	to	address	
through	design	methods.		
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